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LOUISIANA PUBLIC SERVICE COMMISSION

GENERAL ORDER

Louisiana Public: Serv...:e Commission, ex ...nte. Docket No. U-21252 (SubdoclLet-C) In re:
J;leliSouth Telecommunications, Inc. Service Quality Performance Measurements.

(Decided at the August 19, 1998 Open Session)

On April 30, 1998, BellSouth Telecommunications, Inc. (BST or BellSouth) filed two
revisions to its Statement ofGenerally Available Terms and Conditions (SGAT), including a
proposal for Service Quality Perfonnance Measurements (SQPM). At the June 17, 1998
Business and Executive Session, the Louisiana Public Service Commission (LPSC or
Commission) adopted on an interim basis the SQPM filed by BeIISouth.1 The Commission further
ordered that a rule making proceeding be commenced and completed to determine final SQPM
for presentation at the August 19, 1998 Business and Executive Session.2

Louisiana Public Service Commission Staff(Staft) immediately published the opening of
the above referenced docket and a request for comments in the next LPSC Bulletin dated June 26,
1998 following the June Business and Executive Session. Staffreceived comments on July 10,
1998 from e.spire, BST, MCI, Cox and AT&T and Direct Testimony ofMelissa L. Closz from
Sprint and Venetta Bridges from MCI. Reply comments were received on July 20, 1998 from
AT&T, e.spire, Sprint and BST and Reply Testimony ofVenetta Bridges with MCI. A technical
conference was held on July 23, 1998. Staff requested additional comments on July 28, 1998 from
any party with additional infonnation on statistics, penalties and levels ofdisaggregation. Staff
received additional comments from BST, MCI, AT&T and Intermedia Communications. Pursuant
to the procedural schedule in the above referenced docket, BST, MCI, AT&T, Sprint, e.spire,
and Cox filed reply comments to Staff's initial recommendation on August 10, 1998.

After examining the Parties' comments, reply comments, post-technical conference
comments, reply comments to Staff's initial recommendation:, and holding a technical conference,
Staff issued the attached final recommendation concerning the BST SQPM.

Stafffound that the Telecommunications Act of 1996 (the Act) requires that incumbent
local exchange carriers (ll.EC) provide services and facilities in a nondiscriminatory manner and
on ajust and reasonable basis.3 Stafffurther found that these provisions of the Act are designed
to hasten the development ofcompetition in local exchange markets by ensuring incumbent
carriers do not provide services and facilities in a manner that favor their own retail operations
over competing carriers, or in It manner which favors certain competing carriers over others. 4

More simply, an ll.EC must provide services and facilities to competitive local exchange carriers
(CLECs) that are at least equal in quality to that provided by the ll.EC to itself or to any
affiliate, subsidiary, or any other party to which the ILEC provides service.' Finally, Staff found
that adequate perfonnance measurements and standards for UNEs and resold services are
essential to the immediate development oflocal competition in the.~tate ofLouisiana.

-See Louisiana Public Service Commission Order No. U-222S2·B, dated July I, ]998.

3 47 U.S.C. 2S1(c)(3) and (4).

4
i" the Maller ofApplJcatJOII by BIllSmIth CorporatJOII, et al., PumJOfItto &ctJo" 27i ofthe

Commu"icatio"s Act ofi034, QS am6lded, To Prollide i"·Regio,,, i"tr,UTA &l'lIicrs in Louisiana, CC Docket
No. 97·23] (ReI. Feb. 4, 1998) para. 20,23,33.
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Stairs final recommendation includes recommendations on performance measurements,
levels ofdisaggregation, including product disaggregation and geographic disaggregation,
standards and benchmarks, statistical tests, reporting, auditing and data detail, enforcement,
dispute resolution and a procedural schedule.

Sturs recommendation (attached as Exh.:>it A) issu~ in 12 points as follows:
Staff recommended that the Commission (1) adopt the performance measurements attached as
exhibit A to this recommendation. The measurements found in Exhibit A are those measurements
submitted in BellSouth's proposal which have been modified as indicated in Exhibit A; (2) order
the following·levels of product disaggregation for provisioning, maintenance and repair
performance measurement categories: resale' residential POTS, resale business POTS, resale
ISDN, resale Centrex, resale PBX. other resale, unbundled loops 2-wire - wlinterim number
portability and - wlo interim number portability, unbundled loops all other - wfmterim number
portability and - wlo interim number portability, unbundled ports, intercoMection trunks; (3)
order BellSouth to report its performance measurements at the regional, state, and MSA. MSA
level reporting is only required where work is actually perfonned at that level. MSA level of
reporting would also apply only to the following categories of performance measurements:
provisioning, repair and maintenance, and trunk groups; (4) establish perfonnance benchmarks
only where no analogous retail service exist by ordering BellSouth to conduct special studies to
establish the benchmark performance level.7 Such studies should rely on experiences drawn from
BST's operations and be completed by November 30, 1998; (5) that a standard cutover time of
five minutes, not to exceed fifteen minutes, be set as the standard for BellSouth to perfonn a loop
cutover, including number portability; (6) order BellSouth to perfonn the statistical testing that it
proposes (statistical process control), the modified z-test endorsed by the CLECs, and the pooled
variance test offered by the FCC in its Notice ofProposed Rulemaking, Appendix B' so the
competence ofeach test can be demonstrated over a reasonable period oftime; (7)that BellSouth
perfonn its proposed statistical test, the modified z-test endorsed by LCUG, and the FCC's
proposed pooled variance test for those performance measurements where a retail analog exists,
and where there is not an average computed'; (8) that BellSouth collect the data necessary to run
all three statistical tests for the following Perfonnance measurements which compute an average:
Average OSS Response Interval-PreOrder and Ordering, Average Completion Interval-

.. Provisioning, and Maintenance Average Duration.; (9) that reports on perfonnance
measurements be provided monthly to the Commission and each requesting CLEC indicating
BellSouth's own internal performance, its performance for any BellSouth affiliate, its performance
for all CLECs in aggregate, and its performance for the individual CLEC requesting the report
and that BellSouth be required to maintain all data and information used in the compilation of the
perfonnance measurements and develop any necessary tracking systems; (10) that ifa CLEC
detects potential.discrepancies between the CLEC's internally generated data and the data relied
upon by BellSouth in the reporting process, the affected CLEC should be permitted to audit the
data collection, computation and reporting processes ofBellSouth within fifteen days ofa written
request, that those costs will be borne by the CLEe, that an annual comprehensive audit of
BellSouth's performance performance measurements for both Be1ISouth and CLECs will occur
for each of the next five years, that the audit be conducted by an independent third party, the
results ofthe audit be made available to all parties, that the cost be b.ome SOOA! by BellSouth and
SOO/o by the CLECs, that the selection ofthe independent third party audit be done with input
from both BellSouth and the CLECs, that the scope of the audit be jointly determined by
BellSouth and the CLECs, that the audit be done on a company-wide basis because small start-up

,
All resale measurements should also report for dispatched and non-dispatched service.

7

,

Staff recommends that the commission set benclunaJks. However, reasonable benchmarks cannot
be set unless BST conducts a special study of its internaJ operations.

The addition of the FCC's pooled variance test was done at the suggestion of BeJISouth's expert,
Bill Stacy. in a telephone conference between Staffand BeJISouth on August 10·.

It appears to Staffthat any undue burden placed on BeIlSouth only relates to measurements
where an average is computed. Consequently, running a z-tCll and pooled variance test on these other
measurements does appear to be a burdensome request.

-2- General Order dated August 31, 1998



CLECs may not have the resources to conduct audits, monitor performance, and detect
discrimination; (II) adopt he recommended procedure for dispute resolution as follows: When a
performance dispute arises, the aggrieved party must send written notice of the problem with a
request for resolution to BellSouth. Service of the notice and request for resolution commences a
fifteen day time period within which resolution of the p~oblem sho\." • 'lccur. Bell~uth and the
CLl~C must assemble a Joint IIWCstigative Team comptised ofsubjecl :\..1tter experts. The team
must be co-chaired by a representative ofBellSouth and the CLEC. A root-cause analysis must Iw
conducted to determine the source of the problem. From this analysis a plan should be developed
to remedy the problem. If the dispute cannot be resolved within 15 days, then either party may
file a formal complaint with the Commission through the Division ofAdministrative Hearings. The
AU assigned to the complaint should rule within IS days ofits filing. If either party disagrees
with the AU ruling, the party may then appeal to the Commission; (12) that a detailed telephone
Status Conference be held on September IS, 1998 to address scheduling of workshops, timing of
studies that need to be undertaken, and further details of the issues that need to be addressed.
Also, Staff recommends that a workshop schedule be established as follows: October - address
issues ofdisaggregation and clarification ofperformance measurements; November - address
statistical testing; Dteember - address retail analogs; January - address enforcement and dispute
resolution; February - address any remaining issues not resolved or completed in earlier
workshops; and March - Staffwill issue its Recommendation on issues agreed to by the Parties
and any issues that require resolution by the Commission.

This matter was considered at the Commission's Open Session held on August 19, 1998.
On motion ofCommissioner Owen and seconded by Commissioner Dixon, and adopted by a
unanimous vote, the Commission voted to accept the staff recommendation.

IT IS THEREFORE ORDERED THAT:

Staff's recommendation as set forth in Exhibit A, attached, is hereby adopted.

BY ORDER OF THE COMMISSION
BATON ROUGE, WmSIANA

August 31, 1998

IS/DONQWEN
DON OWEN, CHAIRMAN
DISTRICT V

lSI IRMA MUSE DIXON
IRMA MUSE DIXON, VICE-CHAIRMAN
DISTRICTID

lSI C. DALE SITIIG
C. DALE SIlTIG, COMMISSIONER
DISTRICT IV

-
lSI JAMES M. FIELD

JAMES M. FIELD, COMMISSIONER
DISTRICT II

/SIlACK "lArA BLOSSMAN JR.
JACK "JAY" A. BLOSSMAN.JR.• COMMISSIONER
DISTRICT I .

GeDenl Order d.teel August 31, 199.



Serv~ce List
Docket No. U-22252 SUbdocket C

Commissioners
Stephanie Folse - LPSC Staff Attorney
Edward Gallegos - LPSC Utilities Division
Arnold Chauviere, LPSC Utilities Division
Stanley Perkins - LPSC Auditing Division
Farhad Riami - LPSC Economic Division
C - Kimberly H. Dismukes, Acadian Consulting Group, 5688 Forsythia Ave.,

Baton Rouge, LA 70808
I - David Guerry, Long Law Firm, Two United Plaza, Suite 800, 8550 United

Plaza Blvd., Baton Rouge, LA 70809-7013 (Rep. AT&T)
I - William R. Atkinson, Sprint, 3100 Cumberland Circle, Atlanta, GA 30339
I - Joseph P. Hebert, Liskow & Lewis, P.O. Box 52008, Lafayette, LA 70505

(822 Harding St., Lafayette, LA 70503) (Rep. LDDS WorldCom)
I - Robert L. Rieger, Jr., Adams & Reese, Premier Tower, 19th Floor, 451

Florida St., Baton Rouge, LA 70801 (Rep. LA Cable Telecommunications)
I - Victoria McHenry, BellSouth Telecommunications, 365 Canal St., Suite 3060

Rew Orleans, LA 70130-1102
I - Katherine W. King, Kean, Miller, Hawthorne, D'Armond, McCowan & Jarman

P.O. Box 3513, Baton Rouge, LA 70821 (Rep. MCI)
I - .Allen Hubbard, Access Retwork Services, Inc., P.O. Box 10804, Chantilly,

Va 20153
I - W. Glenn Burns, Hailey, McRamara, Hall, Larmann &Papale, L.L.P,

P.O. Box 8288 Metairie, La. 70011-8288 (Rep BellSouth Long Distance)
I - Alicia Freysinger, Attorney at Law, 1515 Poydras St., Suite 1150, Rew

Orleans, LA 70112
I - Linda L. Oliver, Steven F. Morris, Hogan & Hartson, L.L.P., 555 13th St.,

N.W., Washington, DC 20004 (Rep. CompTel)
I - Enrico C. Soriano, Kelley Drye & Warren, 1200 19th St., R'W" Suite 500,

Washington, DC 20036 (Rep. Intermedia Communications - SGAT)
I - Morton J. Posner, Swidler & Berlin, 3000 K St., N.W., Suite 300,

Washington, DC 20007-5116 (Rep. Entergy-Hyperion Telecommunications
of Louisiana, L.L.C.)

I - Ashton Hardy, Hardy &Carey, 111 Veterans Memorial Blvd., Metairie,
LA 70005 (Rep. Radiofone)

1.- Daniel J. Shapiro, Gordon, Arata, McCollam & Duplantis, L.L.P., 1420 One
. American Place, Baton Rouge, LA 70825

I - Andrew Isar, Telecommunications Resellers Assoc., 4312 92nd Ave., N.W.,
Gig Harbor, WA 98335

IP - Jessica Lambert, 18547 Greenbriar Estates, Prairieville, LA 70769
IP - Booker T. Lester, Jr., Communications Workers of American, AFL-CIO,

2750 Lake Villa Dr., Sutie 204, Metairie, LA 70002
IP - Anu Seam, US Department of Justice, Anti-Trust Division, 1401 H Street,

N.W., Suite 8000, Washington, DC 20530
I - Martha McMillin, MCI Telecommunications Corp., 780 Johnson Ferry Rd.,

Suite 700, Atlanta, GA 30342



CATEGORY

Staff Recommendation
Service Quality Measurements

Perfonnance Reports
TABLE OF CONTENTS

FUNCTION*

Exhibit A

PAGE #

.:

.:

Pre.()rdcring and Ordering ass 1. Average ass Response Interval 2
2. ass Interface Availabilitv 2

Ordering 1. Percent Flow-through Service Requests 5
2.~ Rejected Service Requests 5
3. Rejec:t lDterva.I 5
4. Finn Order Confirmation TImeliness 6
5. Speed ofAnswer inOrdcring Center 6.,

Provisioning ':1. Average Completion Interval Order Completion
lntcIval Distribution 9

2. Held Order InIerval DisttibuIion aDd Mean InIerval 13
3. A~ Jeopaniy Notice 1Dtaval &; P=:eDtage of

Orders Given Jeopardy Notices 15
4. Percent Missed lDstatJarion Appoim"c"IS 16
5. Percent PnMsioDiDg Troubles wli 30 days 16
6. CoordiDatcd CusIomer CcmersioDs 19
7. Avaap Completion Nodce Imerval 21

Maintenance & Repair ., 1. ass Inter:fac:e Availability 22
2. Average ass Response Interval 22
3. Average Answer Time • Repair ~4

4. Missed Repair AppO;"liiCIIIs . 25
5. Customer Trouble Report Rate 27
6. Mail1tc!nance Average Duration 29
7. Pen::ent Repeat Troubles wli 30 clays) 29
8. Out of Service > 24 Hours

..
29

Billing 1. Invoice Accuracy 31
2. Invoic:e Timeliness 31
3. Usage Data Delivery AQ:uracy 32
4. UsageDa!a . TImeliness aDd I"_-Jeteness 32

Operator Services (Toll) and 1. Average Speed to Answer 34
DirectoIy Assistance 2. Percent Answered within·..X" Seconds ., 34

.,

E911 1. TimeliDeS$ ., 36
2. 36

Trunk Group Performance 1. Comparative Trunk Group Service SUIDDIIIY 38
2. Trunk Group Service Report 38
3. Trunk GrouD Service Detail 38

Conocation 1. Average Respoase Time 43
2. Avaap Arrangement T'UDC 43
3. % ofDue Dates Missed 43

General Order dated August 31, 1998

Pagel

...



PRE-ORDERING AND ORDERING OSS

StaffRecommendation
Senice Quality Measurements

Performance Reports
Exhibit A

Function: Average Response Interval for Pre-Ordering and Ordering & OSS Interface
Availabilitv

Measurement As an initial step of establishing service, the customer service agent must establish' ,
Overview: such basic facts as avail- "ility ofdesired features. likely service delivery inten'als, the

telephone number to be ~.;aed, product and feature availability. and the validity of
the street address. Typically, this type of information is gathered from the supporting
OSS's while the customer (or potential customer) is on the telephone with the customer
service agent This information may be gathered via stand-alone pre-order inquiries or
as part of the ordering function. Pre-ordering/ordering activities are the first contact
that a customer may have with a CLEC. This measure is designed to monitor the time
required for the CLEC interface systemS to obtain from legacy systemS the pre-
ordering/ordering information "CQ"SA'Y to establish and modify service. This
measurement also captures the availability percentages for the BST systems that the
C'..EC uses du.'ing pre-0tr4..ering and ordering. Comparison to BST results allow
conclusions as to whether an equal opportunity exists for the CLEC to deliver a

Ie customer exoeric:nce.
Measurement 1. Average ass Response Interval- Sum [(Date et Tunc ofLegacy Response) - (Date
Methodology: et Tunc of Legacy Rcqucst»)/(Number of Legacy Requests During the Reporting

Period)
"

The response i.ntcrval for retrieving pre-order/ordcr information from a given legacy is
detcrmincd by SlUDming the response times for an requests (COntraelS) submitted"to the
legacy during the reporting period and tben dividing by the total number of legacy
requests for tho mm.... Fer ... *'1-: Tbc response i.ntcrval starts when the
client application (LENS for CLECs; RNS for BST) submits a request to the lcPcY
system and ends when the appropriate response is returned to the client application.
The number of legacy aa:esses during the reporting period that take less than 2.3
seconds and the number that take more than 6 seconds are also captured.

Definition: Average response time for aa:essing legacy data associated with
appointment scheduling, service &; feature availability, address verification, request for
Telephone Numbers (TNs), and Customer Service Records (CSRs).

2. 'OSS Interface Availability =(Actual Availability)/(Schcduled Availability) X 100
"

Definition: Percent of time ass interface is adUallyavailable compared, to scheduled
availability. Availability percentages for CLEC interface systems and for an legacy
systems aa:essed by them are captured.

~ ~ge reflects a clarification. The metric is i"nc:asured for the~~p~Jfia~1998
indicated the number of requests for a day.

Page 2



StaffR.cc:ommendation
Service Quality Measurements

Performance Repons

PRE-CRDERING AND ORDERING OSS

Exhibit A

! ?..eoorting Dimensions: Excluded Situations:

• Not CI.EC ¢.fic. • None

• Not product. ~rvice specific. -
• Regional Level
Data Retained Rclatin2 to CLEC Expcricna::: Data R.etaiDccl Rc1atiD2 to BST Perfonnance:

• Repon Month. • ReponMonth

• Legacy contract type (per reporting dimension) • Legacy contract type (per reporting dimension)

• Response interval • Response interval

• Relrional Scope • Rc2ional ScoDe

LEGACY SYS1'EM ACCESS TIMES FOR RNS
System Contract Data <2.3 sec >6 sec Avg. Sec *of Calls
RSAG RSAGTEN Addn:ss x x x x
RSAG RSAGADDR AddJas x x x x
ATLAS AlLASTN TN x x x x
DSAP DSAPDDI Schedule x x x x
CRIS CRSACcrS CSR x x x x...
OASIS OASISNET FeaturelSvc x x x x
OASIS OASISBSN Feamre/Svc x x x x
OASIS OASISCAR FeatwelSvc x x x x
OASIS OASISLPC FeaturelSvc x x x x
OASIS OASISMTN FeaturtJSvc x x x x
OASIS OASISOCP FeaturtJSvc x x x x

LEGACY SYSTEM ACCESS TIMES FOR LENS
..System Contract Data <2.3 sec >6 sec Avg. See *afCalls
RSAG RSAGTEN Address x x x -, x
RSAG RSAGADDR Address x x x x
ATLAS ATLASTN TN x x x x
DSAP DSAPDDI Schedule x x x x
HAL HALCRIS CSR. x x x x
COFFI COFIUSOC FeaturelSvc x x x x
P/SIMS PSlMSORB FeaturdSvc x x x x .,

.

General Order dated August 31,1998
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Sta1fRcc:ommcndatiOD
Service Quality Measurements

Performance Reports
Exhibil A

PRE-QRDERING AND ORDERING OSS

In cifaeeOSS t Avallabilitv
OSS Interface % Availabilitv
LENS x -LEO MaiDframe x
LEO UNIX x
LESOG x

.. EDI x
HAL x
BOCRIS x
ATLASICOFFI x
RSAGJDSAP x
socs x

General Onter dated August 31, 1998
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ORDERING
Function: Orderin~

Staff'Recommendation
Service Quality Measurements

Performance R.epons
Exhibit A

Measurement
Overview:

Measurement
Methodology: ,

When a customer calls their service provider, they expect to get information promptJ}·
regarding the progress on their ordcr(s). Likewise, when changes must be made, such
as to the expected deliveIy date, CUSlomen expect that '''ey will be immediately
notified so that they may modify tbeir own plans. 'Ibe ani.,. SlabIS measurcmenIS
monitor, when compared to applicable SST results, that the Q.EC has timely access to
order progress information SO that the customer may be updated or notified when
chan~csand rescheduiin2 are nca:ssarv.

1. Percent Flow-through Service Requests =t (Total Nnmbqof~ Service
ReqUests that flow-through to the SST 055) I (Total Number ofYllid Service ReqUests
delivered to SST 055) X 100.

Definition: Percent Flow-thmugh Sen;ce Requests measures tile percentage oforders
submitted clCdJ'ODicaUy that utilize BSTs' ass without manual (human) iDtcrvention.

Metbodo1ogy: ,.
• Mechanized trackiDg for flow-tbrough se:Mc:e requests and mannal SOER error

audit reports (3/31198). Mcdtanized trackiDI for SOER crI'OIS aDd flow-through
(4130198).

• BST mccbaniud order tracking.

2. Percent Rejected Service RapJests • t (Total Number ofR.ejectcd Service R.ccfuests)
I (Tolal Number ofService Requests Receiwd) X 100.

Definition: Percent Rcjectpd Seryice Requests is the pertCIIl of total orders received
rejected due to error or omissioas.

Methodology:
• Manual tracking for DOn flow-through service requests
• Mecbani'V"d trackiDg for flow-through service requests

• BST retail repon DOt applicable.

3. Rejec:t IDtcrva1 • t [ (Dato aDd TUDe ofService Request R.ejection) - (Date aDd Time
of Service Request Receipt) ] I (Number ofService Requests Rejected in R.eporting
Period). Requests~ provided based on four (4) hour iDcremeDls within a 24 hour
period.. along with the pertCIIl greater than 24 hours. . .

Definition: R.ciect IIItm?!! is tile avemge reject time from receipt ofservice order
request to distribution of rejection.

Methodology:
• Non-McodJani'V"d Results are based on actual data from all orders.r· Mecbani'V"d Results~ based on actual data for all orders'trom the 085.
• SST retail repon DOt lll'Plicable.

2 Change reflects a clarification. The metric did not include the word "valid" in the numerator. however,
"valid" was included in the denominator. Likewise, StaffadJed "total.. ,_~ ':-",~UIDCI3lor to..bc consistent.w:Uh

98thcdcnominator. Gen=r:H uraer aated-August ..1l~ 19
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Staff R.cc:ommendatioD
Service Quality Measurements

Perfonnance Reports
Exhibit A

ORDERING
Measurement
Methodology:

'.

4. Finn Order Confinnation Timeliness =t [(Date and Time ofFirm Order
Confinnation) • (Date and Time of Service Request Receipt) ] I (Number of Service
Requests Confirmed in Reporting Period)

Odinition: InteMI for Rdum ofa firm Order Qmfumation (fPC Interval) is the
average response time &om receipt ofvalid service order request to distribution of
order confirmation. Results are provided based on four (4) hour increments within a
24 hour period, along with the percent glUier than 24 hows,

Methodology:
• Non-Mecbanind Results are based on aaual data from all orders.
• MechaniV!d Results are based on aetnal data for all orders &om the OSS.
• SST retail report not applicable.

s. Speed ofAnswer in Ordering Center· t (1'ocal time inseamds to reach LCSC) I
(Total # of CaDs) in Reporting Period.

'.

Dc:fiDition: Measures tile average time to reach aSST representative. 'Ibis can be an
'. important measure ofadequacy in a manual eIIVironmalt or eYeD in a meclYlDized

environment where a..EC servi= representatives have a need to speak with their SST
peers.

Methodology:
• Mechanized tracking tbroogh LCSC Antolftltic Call DistribuIor.
• MechaniV!d tracking tbroogh SST retail c=nter support systems.

"

General Order dated August 31, 1998
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, ORDERING
Reponing Dimensions:

StaffRecommendation
Scnrice Quality Measurements

Perfo~ce Reports

Excluded Situations:

Exhibit A

• CLEC Specific
• CLEC Aggregate
• BST Aggregate (Where Applicable)
• State an~ '".tegional Level
• ~ 10 and ~ 1~.Circuit Categories DOt avai."1ble

ina pre campldioD order mode.
• R.csale Res and Bus reporting categories

require adherence to OBF standards.
• "Other" category reflects service requests

which do not have service clasS code
populated.

• Dispatch. No Dispatch ~ 10 and ~ 10 Circuit
Categories not available in a pre comp1etioD
order mode.

Data RdaiDed to CLEC .

• R.epon Month
• IDt.ervaI for FOe
• Reject 1Dterva1
• Total Dumber ofLSRs
• Total Dumber ofErrors
• Adjusted Error Volume
• Total Dumber ofl1ow through service requests
• Acljust.ed DUIDber ofl1ow through service

requests

• State and Re2iOD

• Finn Order Confirmation Interval: Invalid
Service Requests. and orders received outside·
of DOrmal business hours

• Percent Flow-through Service Requests:
Rejected Service Requests

• % Rejected Service Requests: Sc:rvicc Requests
c:anc:eled by the CLEC

• .SupplemeDt5 OD Manual Orders

Data R.etaiDcd RdatiDsr to BST Performance:

• Report MoDtb
• I.Dtcrval for FOe
• Reject IDt.ervaI
• Total DUIDber ofLSRs
• TotalllUJDber ofErrors
• Adjusted Error Volume ..
• TotalllUJDber offlow through service requests
• Atljusted DUIIIber of flow tbrough service

requests

• State and Re2iOD

\

Percent Flow-Throul!b Service
V+ ·wlLDa BSTJ:Iow~

LocaI~Tnmb X ~ X

UNE x a-- x
a-Je.~ x
R.ue.a-- x

R.ue .SJ-:i-I X .
lINE • Lacp wILNP X

Olbc X

General Order dated August 31, 1998
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ORDERING
Percent Re'ected Senice Re uens

StaffRcc:ommendation
Service Quality Measuremet1ts

Performance Repons
Exhibit A

x

x

-Relidalae x

-1llIIm- X

• Special X

- Loope wILNP X

X

x

x

x·

x
x

x

x

He· Distributi Ia nraI d A!Ject on te ID wraee
}' rt .ILSRa .... It' t "LSIa

t.-I Izia :::tjng TIIIIIb .
tJNE X X.......... X X

....s.a- x X

R-.Ie • Specia1 X
.

X

tJNE - Loope wILNP X X

0Ibw X x·

IatenralD-ltributioD ID nraI d AFi Ord CODfir:m er Irmatioa I te aD ftl'aft
Meet j-LSRa Ncma'. ·-LSRa

LacII Izia dOlI TIIIIIb X X

UNE X X

R.-Je • R.-idIDce X X

R-.Ie.s.a- X X
I

R-.Ie •s,ea.I X X
,

UNE • LoaF- wILNP , , x x

~ x x

Speed or ADswer in 0 Center
Ave. ADswer time (Sec.) I maatb

LeSC x
Residence Service Center x
Business Service Center X

General Order dated August 31, 1998
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PROVISIONING

Function:

Staff Recommendation
Senice Quality Measurements

Perfonnance Repons

Averue ComDletion Interval and Order Completion Interval Distribution

Exhibit A

Measurement
Overview:

Measurement
Methodology:

The "average completion interval" measure monitors the time required by BST to
deliver integrated and op'- -ble seIVice components ":quested by the CLEC, reg?-dless
ofwhether resale services or .. ~und1ed network clemt..··5 are employed. When tlh.
service delivery interval ofBST is mcasun:d for comparable services. then conclusions
can be drawn regarding wbethcr or not CLECs have a reasonable opportunity to
compete for cuStomers. The "order completion interval distribution" measure monitors
the reliability ofBST commitments with respect to committed due dates.to assure that
CLECs can reliably quote expected due dates to their retail customer. In addition,
when monitored over time, the "average completion interval" and "Percent completed
on ti!ne" WAY IIl\1.~ useful in detcc:tin~ deYdgping issues.
1. Average Completion Interval- 1: [ (Completion Date &: Time) - (Qrdcr·Issuc Date
&: Time) ) I (Count ofOrdcrs Completed in Reporting Period) ..

2. Order Completion Interval Distribution • t (Service Orders Completed in ..X"
days) I (Total Service Orders Completed in Reporting Period) X 100

The~ completion interval is determiDcd for each order proc=ssed during the
reporting period. The completion interval is the elapsed time from BST n:ceipt ofa
syntactically correct order from the CLEC to BST's actual order completion date.
Elapsed time for each order is accumulated for each reporting dimension. The ..
amnr",latai time for each reporting dimensiOJl is tbc:D divided by the associated total
number oforders completed within the reporting period.

The distribution ofcompleted orders is determined by first counting, for each specified
reporting dimension, the total numbers oforders completed within the reponing
interval and the interval between the issue date ofeach order and the completion date.
D&:F orden where the CLEC serves as the agentfo,. the end-use,. an included in this
measurement. For each reporting dimension, the resulting count oforders completed
for each specified time period foDowing the issue date is divided by the total number of
orders completed with the resulting fraction expressed as a percentage.

Definition: Average ti!ne from issue date of service order to actual order c:q~pletion
date.

Methodology:
• Mechanized metric from ordering svstem

General Order dated August 31,1998
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Staff'Recommendation
Service Quality Measurements

Performance Reports
PROVISIONING

Exhibit A

Reponing Dimensions: Excluded Situations:

• CLEC Specific • Canceled Service Orders

• CLEC Aggregate • Initial Order when supplemented by Q.EC

• BST Aggregate • Order Activiti", .ofBST associated with

• State. R.egicmal. aDd~ LeYd iDtemal or admim'~ usc otlocal set\Il("S

• ISDN Orders included in NOD Design - GA
Only

• DispatchINo Dispatch categories are not .,

aDDlicable to tnmks.
Data Rmined Rdatine: to CLEC Data Retained Relatine: to BST Performance:

• Report Month • Report Month
• CLEC Order Number • Avaqe Order ComplctioD IIdavaI
• Order Submission Date • Order Completicm by IDrawl
• Order Submission Time • Service T)'pe
• Order Completion Date • Activity T)'pe
• Order Completion Time • State, Region, aad~
• Service Type

• Activity Type

• State. R.c2ion and MSA:t

Order COlDpletioa Iaterval Diltributioa aad AftnIe Completioa IatenaI
1__ •

I .. - I . ...
~
a.Ec ..... ·0

c 10 cinluIIa X X X X X X X X
-10circub X X X X X X X X

SST.....
c10citcuila x X x x x x x X

.A • .~ V V V ... V V V v

No~

a.Ec .....
c 10 c:iIcuIII x x x x x x x x
- 10 cin:uIIa x x x x x x x X

SST or-.
c 1·0 cin:uIIa x x x x x x x x

v v v v .. V ..

3 MSA was added to reflect Staff's recommendation that geographic disaggreption reflect Metropolitan
Statistical Areas.
.. Ibid.
S Ibid. General Order dated August 31,1998
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StaffRecommendation
Service Quality Measurements

Performance Repons

PROVISIONING

Exhibit A

.,

I...... , ~- .... • I .. I .. I . I " I ~"

DiIpn:n
~Cord-. -,
c 10cin:ula 'x X X X X X X X

- 10 c:in:uIIa X X X X X X X X

BST...,.
c 10cilCUla X X X X X X X X.. " .. v v v

NoOilpMch
a.ECord-. .,
c 10cin:ull X X X X X X X X

-10cin:ula

SST...,. . ,

~ 10 cin:uIa x x x x x x x X
.A • ....

Order COlDpletioa Jatenral DiItribatioB ad Aftf1IIe CoIIIpIetioa IatenaI

tlNJ: NONDUIGN 0.' 6·10 I 11." I 16.3) I 21·2S I 26·30 I >30 A: 1IIWvIl
Di.,-B
< 10 Cin:uiII X-· x x x x x x X
-IOCiraDts X X X X X X X X
NoDilpch ..
< 10CiraIiIa X X X X X X X X

- 10 CiIaIilI X X X X X X X X

tlNI:DDIGN 0.' I 6·10 I 11.15 I 16·3) I 21·2S 126·30 I >30 A InIerwI
Di.,-B
< 10 Cin:uica X X X X X X X X
- 10 Cin:uitI X X X X X X X X
NoDi.,-B
< 10 Cin:uica X X X X X X X X
>- 10Circuill X X X X X X X X

tlNI: lDOPS wfU(p s..Dw 11 I 2 I 3 I 4 I , I >, A InIerwI
Di.,-B
<SCilalila X X X X X X X X
-5CiraDts X X X .X x x x X
No~

<, CircuiII X X X X X X X X
-5Cin:uica X X X X X X X X

0.5 I 6~10 111." 1 16.3) 111.25 1 26 • 30 1>30 A"..C"..,'d..-..a
LOCALINTDlCONNZC11ON
11lVND X X X X X X X X

"'

General Order dated August 31,1998
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PROVISIONING

Staff'Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

1........._.,..&1 ft " ..." 11 ... ......... 1 .... _ _..... .....
DiIIpIIech
CLEC.... .
c 18 c:lrIa* ·x x x - x x x x x
- 1DCIlaIIII x x x x x x x X

SST....
c 1OCIn:uIa x x x x x x x x

y y y - - - - -
No DiIpIItch
CLEC.... .'
c 10c:lrla* X x x x x x x x
- 10 CiralIIa

SSTordeIs
c 10Cln:ula x X x x x x x x

........ ,.a. ... - v ... ... ... ... ...

".

General Order dated August 31, 1998
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.: PROVISIONING

Function:

Staff Recommendation
Service Quality Measurements

Perfo~ce Repons

Held Order Intern! Distributioa aDd MeaD Interval

Exhibit A

Measurement
Overview:

..

.;When delays occur in completing CLEC orders, the average period that CLEC orders ..
-are held for BST reasons, pending a delayed completion, should be no worse for the

..... ~. CLEC when compared "BST delaved orders.
.:Measurement 1. Mean Held Order Inter\ ~ • t (Reporting Period <"I'·~ Date - Committed Order
~logy: Due Date) I (Number ofOrders Pending and Past The Committed Due Date) for all

orders pending and past the committed due date.

This metric is computed at the close ofeach report period. The held order interval is
established by first identifying all orders, at the close of the reporting interval. that both
have not been reponed as "completed" via a valid completion notice and have passed
the currently "committed a>mpletion date.. for the order. Held orden due 10 end-~,.

reasons are included and idmtified in this IYport. For each such order the number of
calendar days between the committed a>mpleDon date and the close of the reporting
period is establisbed aDd rqxac:Dts the held order imervaI for tbal particular order.
The held order iDtcrva1 is lICQJDPllared by tbt; s::u:dard groupings, unlc:ss otherwise
noted. and the n:ason for the order being held, ifi«k:ntified. The total number ofdays
accumulated in a eategmy is then divided by the number ofheld orders within the same
category to produce the mean hcld order iDter\'a1.

.,
2. Held Order Distribution Intervals

(fl ofOrdcrs Held for ~ 90 days) I (Total fI ofOrders PeDdiDg But Not Completed) X
100.

(# ofOrdcrs Held for ~ IS days) I (rotal # ofOrdcrs Pending But Not Completed) X
100.

This "percentage orders helcr measure is a>mpJementary to the held order interval but
is desigacd to rdlce:t orders a>ntinuing in a "uon-complctcd" state for an e:xteDded
period oftime. Computation of this metric utilizc:s a subset of the data accumulated for
the "held order interval.. measure. All orders, for which the "held order interval..
equals or exceeds 90 or IS days are counted. unless otherwise noted as an exclusion.
The total number ofpending and past due orders are~ (as was done for the beJd
order interval) and divided into the count oforders held past 90 or IS days.

"

Definition: Average time orders amtinuc in a "non-complete" state for an exteDded
period of time.

Methodology:
• Mcdwaized metric from-orderin2 svstem.

General Order dated August 31,1998
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StaffRecommendation
Service Quality Measurements

Pcrfonnance Rcpons

PROVISIONING

Exhibit A

R.eoorting Dimcnsions: Excluded Situations: - .

• CLEC Specific ... • A1Iy order '1DCCled by the CLEC willlY
• CLEC Aggregate excluded froll. 'his measwemCD1. -
• SST Aggregate • Order Activities orSST associated with

• State, Regional and~ Level internal or administrative use oflocal services.

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Per!onnance:

• Report Month • Report Month

• CLEC Order Number • Average Held Order Interwl
• Order Submission Date • Stalldard Enor for the Average Held Order
• Committed Due Date Imcrval

• Service Type • Service Type

• Hold Reason • ...Hold Reason ...

• State Remon aDd MSA? • State Re2ion aDd~

Held Order IDtervai Diltribatioa ad Meaa IDtervai
~15o.. - ~DlIw...... Eqgip. c.. WUoIr ...... .... c.. WUoIr .....-- -- r-v.J

Loc:aII-. ,. ..
TMIb X X X X .x x x x x

UNE NclIl o.iF X X X X X X X X X
- .

UNEIMip X X X X X X X X X

R.ale • R.idenc:e X X X X X X X X X

R.ale.Bum- X X X X X X X X X

R.ale • Desip X X X X X X X X X

UNE. u..... wlLNP X X X X X X X X X
BSTR.-i1....... X X X X X X X X X

BST R.-i1 BuIiI-. X X X X X X X X X

BSTR&ui.I Deaim .. X X X X X X X X X
..

6 Ibid
7 Ibid

• Ibid

Page 14
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StaffRecommendation
Service Quality Measurements

Performance Reports

PROVISIONING

Exhibit A

Function: Average Jeopardy Notice Interval & Pen:entage of Orden Given Jeopard)·
Notice.

Measurement When·BST can determine in advaDce that a committed db..' <Wc is injeopardy it ",oUl

Overview: " provide advance DOtic:e to the CLEC. There is DO equivalent BST analog for Average
Jeopardy et PeI=Dt Orders Given Jeopardy Notices. ..

Mcasurcmcnt l. Average Jeopardy IDterval - [1: (Dale and Time ofScbeduled Due Date on
Methodology: SeMc:e Order) - (Date and !UDC ofJeopardy Notice)]/[Number ofOrders in Jeopardy

in Reporting Period).
""

2. Numbers ofOrders Given Jeopardy Notices in Reporting PeriodlNumber ofOrders
in RqxxtiDg Period. .,

DimeDsions: Excluded Situations:

• CLEC Spec::ific • Ally order canceled by the CLEC will be

• CLEC Aggregate excluded from this measurement

• State. Regional and~ leYel • Orders held for CLEC end user reasons

Data Retained Relatin2 to CLEC - Data Retained Relatin2 to BST Performance:

• Report Month • No BST Analog Exists
• CLEC Order Number

• Order Submission Dale
• Committed Due Date
• SCrvice TvDe

.".

Average Jeopardy Notice Imcrval & Pcrccntagc ofOrdcrs Given Jeopardy Notice.

Awnae IatcnaI of PerceIIt Orden ia
Prior Nodf"aeatioD Jeopardy

(Boan)

CLEe

Locallnterc:onDec:tion Tnmks X X
Resale Residence X X
Resale Business X X
Resale Desi2D X X
UNE looDs with LNP X X
UNE X X

PROVISIONING

...

9 Ibid.

..
Page 15
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Staff Recommendation
Service Quality Measurements

Perfonnance Repons
Exhibit A

Installation Timeliness. QuaJin' & Accurac\'Function:
Measurement
Overview:

The "percent missed installation appointments" measure monitors the reliabilit)· of
BST commitments with respect to committed due dates to assure that a..ECs can
reliably quote expected due dates to their n:tail customer as compared to BST. Percent
Provisioning Troubles within 30 days ofInstaIJation measures the quality and aect.'-acy
of inSQllation activities.~ + !..!!!!~!!!2~:!!!.!~;...--------~~~~-~-~-- -

Measurement 1. PerceDt Missed Installation Appointments • 1: (Number ofOrders missed in
Methodology: Reporting Period) I (Number ofOrders Completed in Reporting Period) X 100

Percent Missed IDstalIation AppointmCDts is the"percentage of total orders processed
for which BST is unable to complete the service orders on the committed due dates.
MissedAppointments CQIIS/!d by end-use,. nasons will be included and npol1ed
separately.

Definition: Perc:eDt oforders where completion's are DOt doDe by due date. See
"'Exclude Situations" for orders DOt iDcluded in this JDClISIIIement

Methodology:
• Mecbanivo.d metric from ordering system

2. % ProviSioning Troubles within 30 days ofService Order Activity - 1: (Trouble
repons on Services iDstalIed ~ 30 days fonowing service ordcr(s) completion) I (All
Service Orders in a calendar moDth) X 100 '

Definition: Measures the quality aDd aa:uracy ofcompleted orders

"Methodology:
Mecbanized metric from ordering and maintenance systems.

~~: E!lrduIWs~:

· aJlC Specific • aJlC 1!IIdU-__<-...,)MtjFcMjre CIBIy)

· aJlC.... • SSTI!IIdu..__<. .....,~CIBIy).,
• SST.... • OrdIIlI..... lIylllll aJlC ".
• s...1leIiClllal - WlA:1AwI • c..s.r.AaMD.aCBST -a-dwilbiIIIIIIIIII.~_

ttllclCll-w-. ..
DllaR....a.l~toCLEC : DIIa ReIIiDed~toBSTPaf_

• Il.,atMaIIdl • ...........
• aJlCor.-N.- • BSTor.-NlabIr
• or.-s,t DIre • or.-Se' DIre
• or.-s t aT_ • or.-Se t 3IT_
• s..Type • ....T)pI
• s..Naa.o... - ....Naa.O'"•
• s..NOlieT_ • ....NaliaeT_
• .......or.-MIiYi&y • sr-IInI or.-MIiYi&y
• s..aee- mil uSA1I1 • s..Rniaa"'~

10 Ibid
II Ibid
12 Ibid General Order dated August 31, 1998
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StafrR.cc:ommendation
Service Quality Measurements

Performance Rcpons
Exhibit A

PROVISIONING

Percent Missed Installation A
Di

<.' dcts
CIXlWU

. ,
Local Interc:cmnect..:u
Tnmb (Total Oaly)

- Total
UNE Non DesigD ,

x x x x x x x x
- Total

UNEDesign
",

x x x x x x x x
- Total

Resale • R.esidaK:e
x x x xx x x x

• Total
Resale • Business

x x X X X X X X

- Total
Resale • Desip

x x x x x x x x.',

• Total
UNE • Loops wlLNP

x x x x x x x x
- Total

Perceat Miued IDRlliatioaAp~U.,. CiIIueIKu.wd~
Dispatch N~Dispatch Dispetdl N~Dispatch

<.' dcts >-5dcts <.' dcts ~eb <lOeb >-IOdcts <lOeb >-IOeb
CIXlWU III'CUOIU III' &..u III' r.-.I III' ICIIU III' CUOIU , ,III' &-.u III' CIXlWU III'

LocaI~

Tnmb (Total 0DIy)
• Total

UNE Naa o.ip
X X X X X X X X

-Total
UNEDllip

x x X X X X X X
• Total

", RaaJe • R-cleDcle
x x x x x x x X

• Total
RaaJe·a..a-

x x x x x x x x
• Total

ReAle • o.illD
X X X X X X X X

• Total
UNE • Loopa wlIJllP

X X X X X X X
•iOtaI

General Order dated August 31, 1998

Pase 17



StaffRccommcndation
Service Quality Measurements

Performance Rcpons
PROVISIONING

Percent ProvisioDiDI! TJ"ODbles witbin 30 days of InstailatioD

Local !III&roa - 7D
: TIIIIIkI (a.EC~BSl)

tJNE Nello.ip X X

UNEo.ip X X..
R.aIe ....... X X

R.aIe •BuD-. X X

Jt.-.~ X X

UNE. I.aap. wILNP X X
BST.RIIIiI.____ X X

BST.RIIIiI~ X X

BST....n.;., x X

.;

.,

Ta&aI Cll:IIy
X

Exhibit A

PROVISIONING

Pqe18

General Order dated August 31, 1998
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StaffRecommendation
Service Quality Measurements

Performance Repons
Exhibil A

Function: Coordinated Customer Con\'ersioDs
Measurement This category measures the average time i: takes BST to diSC0ml~ "-.'". ·:r"'.:..!,~2:~~ 1~:-, •
Overview: . from the BST switch and cross connect it to a CLEC's equipment This measurement

~ applies to service orders with and \\-ithout LNP. with and withgut INPI3 and where
the a.EC bas requested :.err to provide a coordir ted cut-over

..

Measurement l. Average CoorcfiDatal Customer Conversion Interval • [t [(Completion Date and
Methodology: TUDe for ClOSS CoDDedioD ofan UDbuDdlcd LoopJwidl~ Discom=tion

Date and TUDe ofan UDbuDdlcd Loop' wtdl~D I ToraI Number ofUDbundled
Loop Ordaswi~ for the rcportiDg period..

..

Reporting Dimensions: Exc1udtJd Situations:

• CLEC Specific • Any order c:ancdcd by the CLEC \\ill be
• CLEC Aggregate excluded from this measurement.

• State, Regional and~ Level • Delays due to CLEC following disconnection
of the nnhl1ndJcd loop

• AfJy Older where the a.EC bas not requested a
c:oordiDated eat over

• UDbuDdlcd Loops where there is DO existing
subsc:riber loop

Data Retained toCLEC Data Retained Relating to BST Performance:.
". Repon Month • No BST AJialog Exists
• CLEC Order Number
• Order Submission Date

• Committed Due Date

• Service TVDe -

13 Change n:flCdS Staff's RCOmmcnciation that UNEs be disaggrcgatcd bctw=n those with lNP and without
INP as well as with and without LNP. This is consistent with the FCC Notice ofProposed Rulcmaking, wbcrc
BcllSouth has indicated that the leYd ofproduct disaggregation is acceptable.
14 Ibid.

IS MSA was added to reflect Staft"s rcc:ot1UJ1CDdatiOD that geographic disaggregation reflcc:t Mcuopolitan

Statistical Areas. General Order dated August 31, 1998

Page 19



PROVISIONING

Coordinated Customer Conversions

Sta1J'R.ecommendatiOD
Service Quality Measurements

Performance Reports
Exhibit A

..

..

16 ChaDge n:f1cets Std"s recommendation that UNEs be disagn:pted between those with INP aDd witbaut
INP as wdl as with aDd witboutLNP. This is CODVsteDt with the_\14998
BeIlSouth bas indicated that the 1eYel ofproduct disaggreption is aa:epcable

Page 20
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PROVISIONING

Sudf~nunendation

Service Quality Measurements
Perfonnance Reports

Exhibit A

Function: Averaee Comoletion Notice laterva!
Measuremea. The receipt ofa completion notice by the CLEC from BST informs the carrier tba'
Over;iew: ~ formal rclatioDShip with a customer bas begun. This is usefilI to the CLEC in th.'.

it lets them know that they can bcgia with aetMtics such as billiDg the customer for
service. ...

Measurement 1. Average Completion Notice Interval - I:[(Date &: Time ofNotice of Completion)
Metbodology: • (Date &: Time ofWorX Completion)] I (Number ofOlders Completed" in

RepOrting Period) .

Definition: Tbe Completion Notice Interval is the elapsed time between the BST
reponed completion ofwork aDd the issuance ofal'Ilid completion notice to the
CLEC. There is DO·equivalent BST RcIail MeasuremCDt.

R.eDortiDe: Dimensions: Exdaded Sltaatiou:

• UnderDevel
.. • UnderDevel

Data Retained RelatiDe: to CLEC . Data Rrt.i_ Relatin- to SST Performance:

• Under Development • NlA ,

Average Completion Notice IDtervai
Reponed Month:

Averaae Interval
CLECA
CLEe AGGREGATE
• Resale Residence x
• Resale Business x
• Resale Special X

",

".

17 Cmm gfOrdsp BW1d ip;hR hntb mnmIct" grdsg ,wi~"I".'1iRP T'bp St1fli998
footnote was added for clarification. '
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MAINTENANCE & REPAIR

Staff Recommendation
Service Quality Measurements

Performance R.epons
Exhibit A

Function:
Measurement
Overview:

Measurement
Methodology:

ass Resoonse Interval
• This measure is designed to monitor the time required for the CLEC interface

system to obtain from BST's legacy systemS the information required to handle
maintenance and r .,u functioDS. This measure also addresses the availability of
the ass iDtcrface for i.-'1ll1I'!!!:·.!and!!!..m~ajn~t!!:ena!!!!n~ce=- ---1

1. . ass Interl'ac:e Availability· (Actual Availability)/(Sc:beduled Availability) X 100

Definition: This measure shows the percentage of time the OSS interface is actually
available compared to scheduled availability. AVailability percentages for the CLEC
and BST interface systemS and for legacy sysrems aa:essed by them are captured.

Methodology: MeclulDizcd reportS from OSSa.

2 OSS Response Interval =Access TUDeS in InCIements ofLess Than or Equal to 4
Seconds, Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal to 10 SecoDds, Greater Than 10 Semnds, or Greater Than 30 Seconds.

Definition: Response intervals are determiDed by subtracting the time a request is
submitted from the time the response is received. ~nlages of requests falling into
the categories listed above are reported, along with the actual number of requests
falling into those categories. This measure.]JlOYides a method to compare BST and
CLEC response times for accessing the legacy data needed for maintenance & r$lir
functions.

Methodolo2V: Mec:banjm1 reoorts from OSSa.

OSS MaiDteDaace aad Repair IIIterface Availability
OSS lDterface % AvaiJabilitv
CLECTAFI X
BSTTAFI X
LMOSHost X
MARCH X
SOCS X

General Order dated August 31,1998
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Staff Recommendation
Service Quality Measurements

Performance Rcpons
Exhibit A

MAINTENANCE & REPAIR

OSS MAlNTE···~CE AND REPAIR ..~ONSE INTERVAL-
\-.R...-T-

Tl'lIIIIIdioD Totala ~"s-II ~"_SIOs.... ~ lQ.OSe. > lOSe. >lOSe.
T~N_

Q.IIC ..r ..r g.,; = :: ax :: ~
ax ..r ..r Q.IIC ..r ..r ax :: ..r.. UI UI .. UI !lUI ..

CRIS --

-Count X X X X X X X X X X X X X X X X X X
-%ofTotaI X X X X X X X X X X X X X X X

DLElH - -
'.

-Coual X X X x' x x x x x x x x x x x x ·x X
-%ofTotaI X X X X X X X X X X X X X X X

DLR
-Coual X X X X X X X X X X x· x x x x x x X
-%ofTe:ul X X X X X X X X X X X X X X X

OSPCM
-Coual X X X X X X X X X X X X X X X X X X
-"ofTe:ul X X X X X X X X X X X X X X X

!.MOS
-Coual X X X X X X X X X X X X X X X X X X
-%ofTotaI '. X X X X X X X X X X X X X X X

LMOSupd
·Coual X X X X X X X X X X X X X X X X X X
• "oCTotaI X X X X X X X X X X X X X X X

MARCH ..
-Coual X X X X X X X X X X X X X X X X X X
- " ClCTe:ul X X X X X X X X X X X X X X X

PnIdia«
·Coual X X X X X X X X X X X X X X X X X X
-%ofTe:ul X X X X X X X X X X X X X X X

socs
-Couat x X X X X X X X X X X X X X X X X X
•"ofTotal X X X X X X X X X X X X X X X

LNP
·Coual X X X X X X X X X X X X X X X X X X
·%oCTe:ul X X X X X X X X X X X X X X X

General Order dated August 31, 1998
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MAINTENANCE A1Il"D REPAIR

Staff Recommendation
Service Quality Measurements

Perfornwtce Repons
Exhibit A

Function:
Measurement
0Yerview:
Measurement
Methodology:

'.

Avera e Answer TUDC • -,.u Centers
• TJiis measure I DIODitoJI 'bat BSTs handlin • of II&.-"on c::eDta' caDs from CLa:('.s

are Ie with n center calls BST's retail CUSIOmers.
1. Average A.ns'M:r Time for BSTs Repair Centers· (Total time in seconds for BST's
Repair Centers response) I (Total number ofcalls) by reporting period

Definition: This measure demonsUates an aveI3Il: response time fOr the a.EC to
contact a BST represemative

. Ceaters Automatic Call Distributors.

Aw ABswer Tune - air Ceaten

BusiDess Repair SST Resale UNE Center
Center . Center

'on Total X X X

'.

General Order dated August 31,1998
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.. MAINTENANCE & REPAIR

Sudr~nunendation

Service Quality Measurements
Perfo~ce Reports

Exhibit A

'.

! F",1..,-:c-.lor,: ! Y:ssed Rep:ti~ AplXlinUDcnts
Measuremcnt ., When thc data for this measure is collected for BST and.a CLEC it can be used to
Ovcrview: compare the percentage ofaccurate estimates of thc timc required to complcte service

reoairs for BST and the a.EC"
·Measurement 2. Peri::cntage ofMisscd RqJair Appointments ,. (Count \ r Customer Troubles ~u:
Methodology: Resolved by the Quoted Resolution Time and Date) I (Count ofCustomer Trouble

Tickets Closed) X 100.
"

Definition: Percent. of trouble reports not cleared by datc and time committed. Notc:
Appointment intervals vuy with force availability in the POTS eDViroDJDCDt. Specials
and Trunk intervals are srandard interval appointments of DO greater than 24 hours.

MethodolOgy: Mcdmnized metric from maintenance 5).

Dimensions: Excluded Situations:

• CLEC Specific • Trouble tickets c:ancelcd at the a.EC request
• CLEC Aggregate • BST trouble reports assoc::iated with iDtcmal or

• BST Aggregate administIative service
• State. Regional and~ Level

Data Retained Relatin2 to CLEC . Data Retained Relatine to BST Performance:.

• Report Month • Report Month

• a.EC Ticket Number • BST Ticket Number
• Ticket Submission Date • TlCkd Submission Date
• Ticket Submission TlIDC • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time
• Ticket Completion Date • Ticket Completion Date
• Service Type • Service Type
• Disposition and Cause (Non-DesigoINCIIl-8pecial • Disposition and Cause (Non-DesiplNon-SpeciaJ

only) cmly)
• State Region and~' • State Rcsrion and MSA,20

18 MSA was added to reflect Sta1f's J'e(X)mmendation that geographic disaggregation rcf1cd Metropolitan
Statistical Areas.

"

19 Ibid.
20 Ibid.
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Staff'Recommendation
Service Quality Measurements

Performance R.epons
Exhibit A

MAINTENANCE & REPAIR

Missed He ' A~D8Ir ~DDOIDtmeDts

T_ o.. rdt }bDUIIIdI

CLECJEU SST CLECIEU SST
1.-IlMw_ Tn.a·· '. '0

.TCIlU
a-Ie....... X X X X X

·T_ X X
~.a- X X I X X I X

• Taul X X
R.IIe • Oemp •• I I

• Taul
UNEo-ip- I I

• TCIlU
UNENalo-iF X X I X X I X

·T_ X X
BST

" '.
1.-ILMa '.Truab-......... X X X

"'B-.- X X X

...0.;.." X X " X

Neu-: CuIIaDIr Trauble hparta I'eI.IIed to bUrg .....TnIIIb...DIIip"""_ DCllPYm 1IJIl.- ... but _ bDdIed GIl a
priority fint ill, fint oat buiI ~

"

"

'.
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MAINTENAI'lCE & REPAIR

StaffRecommendation
Service Quality Measurements

Performance Repons
Exhibit A

Function: Customer Trouble Report Rate
Mcasurcmen. 'Ibis measure can be t -d to establish the frequency (rate) ofcustomer trouble rcpons
Overview: and eJiq)layed to COJDDan: '1EC with BST results.
Measurement 1. Customer Trouble Report Rate - (Count oflDitial and~tedTrouble R.cpons in
Methodology: the Current Period) I (Number ofService Access Lines in Service at End of the Repon

Period) X 100. Note: Local Interconnection Trunks are reponed only as total
,

troubles.

The CustoD:l' Trouble &port Rate is coDlpUlCd by accumulating the number of
mainumana:JDitial aud tepeatcd trouble reports during the reponing period.. The
resulting IIIDDber oftroub1e reports arc divided by the total DUmber of"service access
lines" existing for CLECs and BST respectively at the end ofthe report"period.

"

Definition: lDitialaDd...ret customer diJ'e:cl or Ic:feued troubles reponed within a
caleDdar JJJODth (Wba'e cause is DOl in carrier' equipment) per 100 liDc:sIcircuits in
service.

"

Methodology: Mtchanimt metric for tJouble reports and lines in service.

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Trouble tickets c:ancded at the CLEC request

• CLEC Aggregate • BST trouble ICpOrts associated with
• BST Aggregate administrative service
• State. Regional and~ Level

Data Retained Relating to CLEC Data Retained Relating to BST PeJformance:
• Report Month • Report Month
• CLEC Ticket Number • BST Ticket Number
• Ticket Submission Date • TJcket Submission Date'.

• Ticket Submission'Time " • Ticket Submission TIIDC .. "

• Ticket Completion Time • Ticket Completion Time "

• TIcket Completion Date • Ticket Completion Date
• Service Type • Service Type
• Disposition and Cause (Nem-DesiplNOD-Special • Disposition and Cause (Nem-DcsipINon-Spec:iaI

cmly) oaly)

• State Region and MSA.2Z • State Redon and MSA.23

"

2\ Ibid.
22 .,Ibid.
2J Ibid.
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Staft'RccoDUDendatiOD
Service QualityM~mcnts

Performance Rcpons
Exhibit A

M~NANCE & REPAIR

RaT bl Reomer rou e ~DOr1 te
IA-IIdI No~ Taul

I..-lIIM ··1._w A X X......... X X X
R-.lcB__

X X X

R-.leDaip , X X X

UNEo.ip X X X

UNE NeIllo.ip X X X

SST

1.-IIIIIeI rilllllTNIIb X X X

Rail...... X X X

Rail.-- X X X

....o.ip X X X

UNIt Loap wILNP X X

'.
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Staff Recommendation
Service Quality Measurements

Perfonnance Reports
Exhibit A

MAINTENANCE & REPAIR

Function: Qualitv ofReDair &; Time to Restore
Measurement This measure. when col? ."'ted for both the CLEC r"ld BST and compared. mortitors
Overview: that CLEC maiDtenanlX! Rl.I·-ests are cleared comp!l!.:"1y to BST maintenana: i.:'ni~
Measurement 3. Maintenance Avaqe Duration • (Total Durarion Time from the R.ec:eipt to the
Methodology: Clearing of Trouble Reports ) I (Total Troubles)

4. Percent Repeat Troubles within 30 Days = (Total Repeated Trouble Reports within
,. 30 Days) I (TOtal Troubles) X 100

,.

S. Out of Service (005) > 24 Hours = (Total Troubles OOS > 24 Hours) I (Total 005
Troubles) X 100

Definition: For Out ofService Troubles (no dial loDe, C8DIIOt be called or c:aDDOt call
out): the percentage of ttoubIes c:Iemd in excess of24 hours. .'.

,. For Percent Rcpeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 caJcndar days as a percent of
total troubles reported.

For Av=age Duration: Average time from the receipt ofa trouble tmdl the trouItle is
cleared.

MethodolollV: Mcdwni7t"il metric from maintenance s).

• Trouble repons canceled at the CLEC request
• BST trouble reports associated with

administrative service

Data Retained Relatin lo BST Performance:

• Report Month
• Total Troubles
• Percentage ofCustomer Troubles~.of

Service > 24 Hours
• Total and Percent Repeat Trouble Reports with

30 Days
• Total Duration TUDe
• Service Type
• Disposition and Cause (NClIl-DesiplNCIIl-Special

only)

• State Region and~

Excluded Situations:

2S

rUn Dimensions:

Data Retained Relatin lo CLEC

• CLEC Spec:ific
• CLEC Aggregate
• BST Aggregate
• State. .onal and 24 Level

• Report Month
• Total Tickets
• CLEC Ticket Number
• Ticket Submission Date
• TIcket Submission Time
• Ticket Completion TUDe
• Ticket Completion Dale
• Total Duration Time
• Service Type
• Disposition and Cause (NClIl-Desip/NclIl-Special

only)

• State

4:~ Ibid.
:z5 !bid.
26 Ibid. General Order dated August 31, 1998
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Service Quality Measurements

Performance Reports
Exhibit A

MAINTENANCE & REPAIR

A DuMaiDtenance veraee ratioD
~ No Di.-dI Tccal

LocaIIJIIa .... TrunIa X X X

R.ue RaidIaIle X X X

a-leBuoil.- X X X

R.-IcOesip X X X

UNEDaip X X X

UNENc:ao.ip X
.

X X

SST

Local Ima ""liT". X X X

R-.ilR.-... X X X

lUaiJ ..... X X X

R-.il:o.iB X X X

Be T bl witbiD 30 DPeJUDt :oeat roa e a"
~ . NoDiIDMI T....

LocaIIma j"aTNIb X X X

R-ue...... X X X

R.-IeBula- X X X

R.-Iee-ip X X X

UNEo-ip X X X

UNE Nc:ao-ip X X X

SST

Local Ima----....T". X X X ,

R-.i1 ...... X X X

R-.il:a.a- x x x
R-.i1 n.;.,. X X X

...

Out of Senice DIOroe tbaa 24 Boan
~ Noe-... T....

LocaIJ.- ri"llTNIb X X X

R.-Ie ...... X X X

R-ue~ X X X

a.-Ieo.iF X X X

UNEc.ip X X X

UNE Nc:ao-ip X X X

SST

LocaIlDIerccaaectioa Tnmka X X X

R-.i1~ X X X

R-.i1~ X X X
r

RcWlOesim X X ro I Ordeltdated AU!1rnst 31 t 1998
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Sudr~onunendation

Service Quality Measurements
Performance Repons

Exhibit A

BILLING
Invoice Acc:urac:v & TimelinessFunction:

Measurement
Overview:

Meuurement
Methodology:

. The accuracy ofbilling invoices delivered by BST to the CLEC must provide CLECs .
with the opportunity to deliver bills atlcast as accurate as those delivered b}' BST.
Producing and comparing this measurement result for both the CLEC and BST allows

~ ~a~det::::EenD=:::jn=a:::tio::n:.;as=..:to:::.::::wbetJ===hcr::..:o~r=DO::t:.J:.oari::;:·tv:.L...;CXi5ts.::·:::::::~~~ _
1. lDvoice Accuracy -(Total Local Services BOIed ReYeaues daring c:urreat
month) .. (notal AdJutmeJlt Revenues during curreat montbl) I Total Local
Services Billed Revenues during current month) J: 100
This measure provides the percentage accuracy of the billing invoices for a CLEC'by
dividing the di1ference between the total billed revenue and total adjustmCDt revenues
by the total billed revenues during the current month.

2. MeaD Tune to DeJhoer IDwices - !( (IDvoice TnnllDiuion Date) .. (Date of
Scbedaled Bill Cyde CIoIe»)/(Count of IDvoic:es Tnumitted in Reportinl Period)
This measure pI'O\Iides the mean iDraval tor biJ1iDg iD\'oic:es. CRIS-based invoices
sbould be dc1ivcrc:d within six (6) workdays. aDd CAB8-based iDvoices should be
delivered within eight (8) calendar days.

Objective: Measures the percentage ofaccurac:y aDd mean interval for timeliness of
billing records de1iven:d to CLECs in an agreed upon format.

RcDOrtiDS! DimeIlJiou: Esdaded Sitaatiou:

• CLEC Specific • Any inwices rejectal due to formatting or

• CLEC Aggregate content errors
• BST A22fCate
Data Retained Relatins! to CLEC Exoericnce: Data Retained Relatins! to BST Performance:

• Repon Monthly • Repon Montbly

• Invoice Type • Retail Type

• Resale • CRIS

• Unbundled Element Invoices (UNE) • CABS

Invoice Accuracy
Reported Month:
Invo

1Dv0Ice T"lIDeliness

ice Tvne:
'.

Total Billed Revenues Total AdjuStment %Aa:uracy
~

CLECA x x x
CLEC AGGREGATE x x x
BST AGGREGATE x x x. .

Month:
Invoice Tvnc:

I "em Billa hIeued I "CABS Billa ReIeued
(by f!' Worte.dav) fBv ". Wtftdayl

CLEC SpecifIC: Repaa

CLEC AtIP'eIIIc RAlliCII

·RaaIe T x I
.UN£ T T x

BST~

RtlIIiCII X - . ~ . . x· .................. _. ",..............." ... ... ... .., 998
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Bn.LING

Fuaction:

Surlf~nunendation

Service Quality Measurements
Performance Repons

Usa2e Data Delivenr Accuracy. Timeliness '" Completeaess

Exhibit A

Measurement
Overview:

Measurement
~ethodology:

BILLING

The accuracy of usage records delivered by BST to the CLEC must provide CLECs'
with the opportunity '"ldeliver bills at least as accurate as those delivered by BST.
Producing and comparu..," this meaSurement n:su1t for both the CLEC and BST allows
a determination as to whether or DOt Darity exists.
1. Usage Data Delivery Accuracy = (Total number of usage data packs sent during

CU1Tentmonth) - (Total number of usage data packs requiring retransmission
during CUITCnt month) I Total number of usage data packs sent during CU1Tent
month

This measurement captures the percentage of recorded usage aDd recorded usage data
packets transmitted error free and in an agr=d upon format to the appropriate CLEC,
as well as a parity measurement against BST Data Packet Transmission.

3. Usage Data Delivery Completeness - (I'ocaI DUmber ofR.ecorded usage records
dcIivercd during the curreat moath that are wilbin thiny (30) days of the
messagr(usage record) create date) I (I'ocaI IIUJDbcr ofR.ecmdeci usage records
dcIivercd during the curreut moath)
This measurement provides perc:ent.age,.of recorded usage data (BcllSouth recorded aDd
usage recorded by other'carriers) processed and transmitted to the CLEC within thirty
(30) days of the message (usage record) create date. A parity measure is also provided
showing completeness ofBST messages procesS( Ii and transmitted via CMOS...

3. Usage Data Delivery ThneJiaess - (I'oaalllUlDbc:r ofusage records sent within
six(6) calendar days from initial recordingln:ceipt) I (I'otalllDlDber ofusage reCords
sent)27 This measurement provides (BcIISouth recorded and usage recorded by other
carriers) delivered to the appropriate CLEC within six (6) calendar days from initial
recording. A parity measure is also provided showing timeliness ofBST messages
processed and traDsmitted via CMDS.

Objective: The purpose of these measurements is to demonstrate the level ofquality
aDd timeliness ofproccssing aDd ttansmission ofboth typeS ofusage data (BellSouth
recorded aDd usage recorded before other carriers) to the appropriate CLEC.

\

MethodoJoly: The usage data will be mechanically traDsmitted to the CLEC data
processiDg CCDtcr once daily. TuneliDess and completeness measures are reported on
the same report.

'.

I_Repo.....-=rtiD~·~1~D~im=ea=li,;;;;oa;;;;I;.;.: I_E;;;;D:I=U_d~ed__Situ=._ti_·o.;;;nl_: ~
.• CLEC Aggregate ..• None

27 The performance report provided by BellSouth shows the percentage of usage records SCDt within zero,
one, two, three, four, five, six, seven. eight, nine, teD to 30, aDd over 30 days. Therefore. the CODc:cms raised
by the CLECs that BellSouth could be providing usage records ~1Mft~lPcfftftf'}fl~ ~p,pq98
for CLECs, but still be in parity, could be detected with the performanc::c measurements ~ttJY"SellSbUtlL
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Exhibit A
Sla1f'R.cc:ommcndation

Servia: Quality Measurements
Perfiormana: R.eooItS

• CLEC Specific
• BST Aggreeate
Data Retained Relatin2 to CLE C Experience: Data Retained Re:atiD2 to BST Performance:

• Repon Monthly • Repon Monthly

• Record Type, • Record Type

• CMDS \ ~entralizcd Message Dc.. 1efY
System) - -

• Non-CMDS

Uuce Data Delivery Accuracy
Month: '.

Reponed Month Total Data Packs Total Packs Requiring %Accmacy
Sent Rdransmission

CLECA x x x
CLEC A X X X

SST Aureate x' X X

Ugge Records Timelillea ad CompleteDeil
ReDan Period: .

CLECA ,
CLEC Aggregate SSTAgrepte

:: Ta&al ~ = Ta&al eua.MIiw ::: Ta&al ~
Volume " Volame " V... "X X X X X X X X X

X X X X X X X X X

General Order dated August 31, 1998
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Staff Recommendation
Service Quality Measurements Exhibit A

Performance Reports
OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE IToll DA)
Function: Speed to Answer Performance
Measurement The speed of answer delivered to CLEe retail customers. when BST provides Operator
Oveniew: Services with Toll Assisted Calls or Directory Assistance on behalfof the CLEC, must

be substantially the same as the speed ofanswer that BST delivers to its O\lU retail
customers, for equiva!eI:. local services. The same r,cilities and operators are ..~ to
haodle BST aDd CLEC CUSI\ 'DeI' calls, as well as iDbu."ud call queues that will a,,: .
differentiate between BST &. a.EC service.

Measurement
MethodololY: 1. Average Speed to Answer (Toll) -

t (Total Call Waiting Seconds) / (Total Calls Served)

2. Peruat ADswered witbiD MX" SecoDds (Toll) -
Derived by converting the Average Speed to Answer (Toll) using BellCore Statistical
Answer Conversion Tables, to arrive at a percent ofcaDs answered in less than 30
seconds.

3. Averqe Speed to ADswer (DA) •
t (Total Call Waiting Seamds) / (Total CaDs SerYed) .

4. Percent Answered within MX" Seconds (DA) •
Derived by converting the Average Speed to Answer (DA) using BellCore Statistical
Answer Conversion Tables, to arrive at a perceDt ofcaDs answered in less than '10
seconds.

Definition: ".
Measurement of the average time in seconds caDs wait before aDSWef by a Toll or DA
operator and the percent ofToll or DA calls that are answered in less than a
predetermined time frame.

MethodololY:
The Average Speed to Answer for Toll aDd DA is provided today from monthly system
measurement reports, taken from the ceatralized call routing switches. The '"Total Call
Waiting Seconds" is a subocomponeIIt of this measure, which BelISouth systemS
calculate by monitoring the toIa1 number ofcalls in queue througbout the day ...
multiplied by the time (in seconds)betMen.~events. 1be '"Total Calls
Sezwd" is the other sub-c:omponent ofthis~.which BellSouth systemS record as
the total number ofcalls baDdled by Operator Services Toll orDA c:emers.

The Percent Answered within teD aDd twdYe seconds measurement for ToD and DA is
deriwd by using the BellCore Statistical ADswer Conversion Tables, to convert the
Average Speed to ADswer mC:asure into a perceDt ofca1ls answered within 20130
seconds. The BellCore Conversion Tables are specific to the dc:fjocd parameterS of

.. work time, t# ofoperatorS, max queue size and caD abaJJdcmment rates.

Current BellSouth call c:cmer switch technology aDd business operations do not provide
mechanized measurements differentiating between human versus machine call answer
Drocessin~ methods.

General Onter dated August 31, 1998
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StaffRecommendation
Service Quality MeasuIements

Perfonnance Rcpons
Exhibit A

"

'.

OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE <Toll DA)
ReDortiD2 DimeDsions: Excluded SituatioDs:

• Toll Assistance (Toll) in Aggregate • Calls abandoned by customers prior to answer

• Directory Assistance (DA) in Aggregate by the BST ToU or DA operator

• State

Data Retained (Oa Basis):
Month -•

• Call Type (ToU or DA)
• Averaee SoCed of.Answer

"

Report Formats:
Separate Reports will be produced for Each State in the Bel1Soulh Region:

Operator Services: Toll &Directory Assistance

REPORT: Op,ERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XXlXXJ19XX - XXJXXJ19XX
STATE:

AVERAGE SPEED TO ANSWER ~ ANSWERED WITHIN -x- SECONDS
(SECONDS)

..
TOLL ASSISTANCE X ~ wtIhiI 30 8eCIOnda
DIRECTORY ASSISTANCE X ~ wtIhiI 20 8eCIOnda

"

General Order dated August 31, 1998



E911
Function:

Staff Recommendation
Service Quality Measurements

Performance Reports

Timeliness and AccuraC\'

Exhibit A

".

Business
Implications:

"

Measurement
Methodology:

• BellSouth's goal is to maintain 100% accuracy in the E911 database for all its
CLEC resale and retail customers by correctly processing all orders for E911
database updates. The 911 database update process ensures that the CLEC's
updates arc handled in parity with BST's updates BST uses Network Data r·!1JVCr
(NDM) to transmit both CLEC resale aDd SST retail E911 updates to SCC (thh..'
party E911 database vendor) oace per day for the entire region. No processing
distinctions arc made between CLEC records and SST records. These updates arc
processed within 24 hours.

• CLECs ordering unbundled switching and &cility-bascd CLEC E911 providers arc
responsible for the accuracy of their data that is input into the E911 database.
Facilities-bascd CLEC rcam1 updates arc ttaDsmitted by the CLEC directly to
SCC without any SST iDvoMm:Dt.

• When BST retail or resale records experieDcc errors in SCC's system. the errOrs
arc DOt retumed to BST for conec:tion. Instewt, sec handles aDd COI1'CdS aU
errors witbin 24 bours for both a..EC resale records IDd SST reIai1 records.

• BellSouth through its E911 tbiId party wsIar' provides accuracy aDd timeliness
mea.suzemc:ms for SST aDd its a..EC resale customers. In addition, BellSouth
through its E911 tbird party veador pnMdes aD accuracy aDd timeliness report for
a..ECs orderinR UDbuDdled switebiD2l1Dd faciJities-based a..ECs.

1. E911 TuneJiDess - 1: (NUJDbC:r ofCoafirmcd Orders) - (Number ofOrders missed in
Reponing Period) I (Number ofOrders Ccmfirmc:d in Reporting Period) X 100

Definition: MeasuRs the perc:emage ofE911 databa.e updates within a 24-bour
period.

Methodology:
Mccrumi7#! metric from ordering system

2. E911 Ac:curacy - 1: (Total number ofSOIR. orders for E911 updates) - /Total
number of Service Order Interface Records (SOIRs) with errors generated from'Dai1y
TN activity (based on the E911 Local EYC:baDF Carrier Guide for Facility-Based
Providers) II (Total number ofSOIR. orders for E911 updates) X 100

Dc:fi.nition: Measures the percentage ofaccurare 91 1.database updates

.. Methodolo&y="
Mtrltanjnd metric from orderin2 mrcm

General Order dated August 31,1998
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'E911

Staff Recommendation
Service Quality Measurements

Performance Rcpons
Exhibit A

R.,.-ponin2 Dimensions: Excluded Situations:

• BST Aggregate (Includes CLEC resale • Any order c:anceJed by the CLEC.
customCJ"ll) • Order Activities ofBST associated with

• State and ~egioDa1 Level internal or administnltive use of local services
Data Reta jned Relating to CLEC Data Retained Rc1atiD2 to BST Pcrfonnance:
• Report Month • Report Month

• CLEC·Qrder Number • .J::nor Type
• Order Submission Date • Average number oferror '.

• Order Submission Tune " • Standard Order Activity "

• Error Type • State and Region

• Error Notice Date
• Error Notice Time

• SIaDdard Order Activi1y
• State and Redon

E911 T'UDeliDeu
E911 Timeliness % within 24 Baars

CLECA " X
CLEC AGGREGATE X
BST AGGREGATE X

X

X
X

E911 Aa:urac;y %
E911 Accuracy

BST AGGREGATE

ICLECA

". ".
"

General Order dated August 31, 1998
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StaffRecommendation
Service Quality Measurements

Perfonnance Repons
Exhibit A

TRUNK GROUP PERFORMANCE

I InterconneC"Jon Trunk PerfonnanceI F dion"un "
.

Measurement In order to ensure quality service to the CLEes as well as proteet the integrity of the
Oveniew: BST network, BST collects traftic performance data on the tnmk groups "".

interconnected with t.h a..ECs as well as all otlw trunk 2l'OUDS in the BST net\\·ork.
Measurement I - C~mp.ilJ".tive Trunk ";a'"OUp Senia SummaJ")'. Provides comparative
Methodology: measurements of the tnmk groups which exceed the blocking threshold during

their busy hours. as well as the total number of trunk groups measured.

1. Trunk Group Senia Report: Contains the service perfOI"lD3DCe results ofall
final trunk groups (both BST administered trunk groups aDd CLEC administered
trunk groups) between Point ofTermination (POT) aDd BST tandems or end .
offices, by region. by a..EC, CLEC Aggregate, aDd SST aggregate.

Specifically measun:s the total numbc:roftrunk groups;"number oftrunk groups
measwed, aDd the numbc:r oftnmk JI'OUPI which exceed the blocking threshold
during their busy hours.

'".

3. Tnmk Group Serrice Detail: Provides a detailed list ofall final trunk groups
between POTs and SST eDd of!ia:s or bllvlems (A-ead and Z-ead for BST Local
trunks) incbvting the actual bJocking pc:rformaDce when blockiDg exceeds tire
measured blockiDg tbresboId. TIle hIocJcing pc:rformaDce includes the observed
blocking number for a particular Trunk Group Serial Number (TGSN).

'"

". Blocking thresholds for all trunk groups lR 3%, except BST CTTG, which is 20/..

Measured Blocking =f(Total number ofBloclced Calls)/(Total number of
Attempted Calls)] X 100

ReoortiDt! BimenlioaJ: EKJaded Situations:

• SST Trunk Group Aggregate • Trunk Groups for which valid tra1Iic data

• CLEC Tnmk Group Aggregate measurement unavailable.

• CLEC Tnmk Group Speci1ic:
• State. R.e2ion and MSA.a Level
Baa ReQined ReIatin. to cue EuerieDce: Baa RetaiDed Relatia. to BST Perfonauce:
• Report Month - • Report Month
• Total Trunk Groups • Total Trunk Groups
• Total Trunk·Group for which data available • T~ Trunk Group for which data available

• Threshold exceptions • Thresbold exceptions

• Exceptions percent of the total • Exceptions percent of the total
• State Region and~ • State Region and~
• on Trunk detail • on Trunk detail

21 Ibid.
29 Ibid.
JO Ibid.

General Order dated August 31, 1998
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ScJvice Quality Measurements

Performance Reports
Exhibit A

TRUNK GROUP PERFORMANCE

Se S1. Comparative TnlDk GrouP mce amman
CLECI as: ...,., BSTcrrr. BSTLocaI

'Tdtarp. I T~arp. 'Tdtarp. T_. "carp. 'Tdtarp. I lc..· Tdtarp. .Tdtarp. 1T... Tdtarp.
BIoc:Dd BIocUd ...... B.... Ma. BIoc:Dd Mea-.

X I X X X X I X X I x·----

2. Tnluk Grouo ce eool1,

CLEC 1 ,
Reaion

BST Admin_red
,

AL I GA I KY -r LA I US I NCI NF I sc T SF'I TN I TOTAL

TcUlTnnc~ x x x x x x x x x x x

Tnc c:;rp. MenIProc: x x x x x x x x x x x

TClt c:;rp. > ft ot.erved blodIing x x x x x x x x x 'X x
,

CLEC Admi__

Teal Tnnc GroupE x x x x x x x x x x x
TItc: e;,p. M.8IProc: x x x x x x x x x x x
TClt c:;rp. > ft oa-vect tlIoc:IcIrlg x x x x x x x x x x X

:

TOTAL

Teal Tnnc GroupE x x x x x x x x x x x,
Tnc c:;rp. MenIProc: x x x x x x x x x x x
TClt c:;rp. > ft o-.wd bIoddng x x x x x x x x x x x

I I I I I I I I I I
I I I I I I I I I I

CLEC~"

Reaion

BST Admlnilterwc:l AL 1 GA r KY 1 LA I MS T NC T NF 1 sc I SF I TN I TOTAL

Teal Tnnc caraup.: :
: X X X X X X X X X X \ X:

Trk c:;rp. MuslProc: x x x x x x x x x X \ X

Tot Grpa > ft obeerved bIoddng x x x x x x x x x x x

CLEC Admili_rwc:I

Total Trunk Graupa: x x x x x x x x x x x
Trk e;,p. MuslProc: x x - x x x x x x x x x
Tot Grpa> ft obeelWd bIoddng x ic x x x x x x x x x

TOTAL

Total Trunk Gr'oupI: x x x Ie X X X X X X x
TI1c Gqle MeeWProc:: x x x x x x x x x x x
Tot Grpa> 3% obeelWd bloddng x x x x x x x x x x x
peT1 x x x x x x x x x x x-r I I I I I I I I I
: T I I I I I I I I I
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TRUNK GROUP PERFORMANCE

Staff'Recommendation
Service Quality Measurements

Performance Reports
Exhibit A

BelISouIh CTTG Trunk Group
R_-",-

BST AdminWered ~I~I~I~I~I~I~I~I~ITN I TOTAL

Total TnJflk Groups: x x x x x x x x x x x

Trk~ MeasIProc: x x x x x x x x x x x

Tot Grps> 2lll. ob8erved bIodling x X x x x x x x x x x

IndeMndent Admlniltenld

Total Trunk Groupa: x x x x x x x x x x ·x

Trtc Grpe MuWProc: x x x x x x x x x x x
Tot GIps >~ obeeried bIoddng x x x x x x x x x x x

TOTAL

Total Trunic GrouJ-: x x x x x x x x x x x
Trtc Grpa MeaWProc: x x x x x x x x x x x
Tot Grps > 2lllI observed bIoclcing x x x x X X X X X X X

I I I I I I I I I I ..
I I I , I I I I I I

BelISouth Loc:aI Network

Reaion

eST Admlnilltenld ~I~I~I~I~I~I~I~I~I TN I TOTAL

Total Trunk Grout:-: X x X x X X X X X X
... x

Trtc Grpe MuWProc: x x x x x x x x x x x
Tot GIps > 3C)(, ot.erved blocking x x x x x x x x x x x

3. Tnuak Group Senice Detail

nEe

00.

l~ x

SST
SW1TOl

x

ClJiC
POT
x

TOSN TANDEM
x x
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StaffRecommendation
Senice Quality Measurements

Perfonnance Reports
Exhibit A

TRUNK GROUP PERFORMANCE

~~:'~~I'~~)
:a.:.-.:~~~a~.::-w~ ~ .............................

, -Cii:i3

IdeDtifier for the BellSouth ad of AlpbaNum(ll)
the Tnmk Group.
Part of 37 character Common
Language Location Idcntificr(CLLI)
code.

POT Identifier for the CLEC PoiDt of AlpbaNum(ll)
Termination(POT)of the Tnmk
Group.
Part of37 cbarader Common
Location Language Idenrifier(aLI)
code.

TANDEM Icknti1ier for the BeUSoutb Tandem AlpbaNum(ll)
end ofthe Tnmk Group.
Part of37 character Common
Language Location ldentifier(CUJ)
code.

END OFFICE Identifier for the BeIlSouth End AlpbaNum(ll)
Office of the Tnmk Group.
Part of37 cbarader ComIMn
Location Language Jderttifier(CUJ)
code.

A-END Identifier for the BeIlSouth AlpbaNum(ll)
OriginatinglLow Alpha end ofthe
TnmkGroup.
Part of37 cbaractcr CommoD
Language Location IdeDtifier(CLLI)
code.

".

Z-END Identifier for the BeIlSouth AlphaNum(ll)
TenniJUltinglHigh Alpha eDd of the
TnmkGroup.
Part of37 character Common
Location Language Idcnrifier(aLI)
code.

DESCRPT

".

Describes fuJK:tionloperaDon oftbe AlpbaNum(I')
Tnmk Group. _
Part of37 cbaracta' Common
Languase Location Idenlifier(CUJ)
code.

TGSN Unique trunk group identifier. A1phaNum(8)
nmk G Serial Number

OBSVDBLKG Blocking ratio determined from Numeric
traffic data mcasurcmcnt.(Total
number ofc:alls bloc:kcdfI'otal
number ofc:alls ted
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TRUNK GROUP PERFORMANCE

:taff P.~mmendation
Service Quality Measurements

Performance Reports
Exhibit A

Trunkinl! Defihi';oos .- .
Fie1dName DescriDtion DataTwe

TKs Total number of tnmks in service in Numeric
a trunk 2lOUD

VAL DAYS TotallllllDber ofvalid days of Numeric
IIIII:85lUeIIIe

NBRRPTS Number of coDSClCUtive IIIOIItbJ:y Numeric:(2)
reports for which the tnmk group
exceeded the measun:d bIockiDg
tbresboJd

RMKS Cause ofblockiDg aadIor release AJphaNum
DIaD

'.'

.,'

,,'

..

-
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Staff Recommendation
Service Quality Measurements

Performance Rcpons
Exhibil A

,Collocation
Function:

Measurement
Overview:

Measurement
Methodology:

Response Interval. Pro·.isioning Interval and Timeliness for Providing Collocation
Soace to a CLEC in a BellSouth Central Office.

'<Allocation is the placement of CU5tomer-owned equipment in BellSouth Central
Offices for interconnecting to BellSouth•s tariffed services and unbundled nerwork
elements. BellSoUlh ~ers both Vutua! and Phyr"'3.1 <Allocation and will rcpcm its
) ~rformance on theseof1~;ngs separately. The milt.....ucs in the proa:ss for Which
mcasurcmems will be provided is: the average time to respond to a request after we
have the complete application; the average time betM:en receiving the bona fide finn
order until the space is turned over to the a.EC; and the percentage ofdue dates on
firm orders missed. .
1. Average Response Time • t (Request Response Date cl Time) • (Request
Submission Date cl Time)/Count ofR.equcst submitted in Reporting Period.

DefiDition: Measures the aw:rage time from the receipt ofa complete and accumte
<Allocation R.equcst (iDduding receipt ofApplication Fees) to the date BellSouth
n:sponds in writing.

Methodology:
Manual

2. ~verage Arrangement Time - t (Date cl TUDe Collocation Arrangement is
Complete) • (Date cl TUDe Order for Collocation Arrangement submitted)fl'otal
Numbers of Collocation AJrangemcnts Complercd during Reporting Period."

DefiDition: Measures the Avaage TUDe from the receipt ofcomplete aDd accurate
Firm Order (iDduding Fees) to date BeUSouth completes the Collocation Arrangement
(Called '"Be1lSouth complete date". AJqI"'C'$ space and construction complete and
network infrasttucture complete.]

Methodology:
Manual

3. % ofDue Dates Missed - (Number ofOrders not complercd w/i n.EC committed
Due Date during reponing period) I (Number ofOrders scheduled for completion in
reporting period) X 100.

Definition: Measures the percent of Collocation'space requcst. including construction
aDd IIClWOrk infrastruc:tIIr that are DOt complete Oil the due date.
Methodology:
Manual

Dimensions: Excluded Situalions:
• Stare. Regicmal and~ Level • Any order caaceled by the CLEC.
• Vutual • TUDe for SST to obtain any permits-• • CollocaDon contrad ODS

Data Retained RcJatin2 to CLECEXDerlence: Data Retained RcJatin2 to BST Perf'ol1ll3llCC:

• Report Month • Report Month
• CLEC Order Number • Application
• Application Submission Date • Application Response
• Firm Order Submission Time • Firm Order
• SoaceA ceDate • BST Completion Data

31 Ibid.. General Order dated August 31, 1998

Page 43



CERTIFICATE OF SERVICE

I hereby certifY that on this 23rd day of November 1998, I caused copies ofMCI

WorldCom's Opposition to BellSouth's Petition for Reconsideration and Clarification to be

served on all parties listed on the attached service list.

-~C2~
Thomas D. Amrine



Janice Myles
Federal Communications Commission
1919 M Street, N.W. Rm. 544
Washington, DC 20554

ITS, Inc.
1231 - 20th Street, N.W.
Washington, DC 20036

Michael K. Kellogg
Austin C. Schlick
Kellogg, Huber, Hansen, Todd & Evans
1301 K Street, N.W., Ste. 1000W
Washington, DC 20005

Jennings Bryant
Donald Vial
Alliance for Public Technology
901 - 15th Street, N.W., Ste. 230
Washington, DC 20005

John Windhausen, Jr.
3773 Cherry Creek No. Drive, Ste. 1050
Denver, CO 80209

Donald J. Russell
US Department of Justice
1401 H Street, N.W., Ste. 800
Washington, DC 20005

Lawrence C. St. Blanc
LA Public Service Commission
P. O. Box 91154
Baton Rouge, LA 70821-9154

Joe Kline
U.S. Department of Justice
950 Pennsylvania Avenue, N.W.
Washington, DC 20530

Sheldon E. Steinbach
American Council on Education
One Dupont Circle, N.W.
Washington, DC 20036

Theodore A. Livingston
John E. Muench
Mayer, Brown & Platt
190 South LaSalle Street
Chicago, IL 60603



Danny E. Adams
Steven A. Augustino
Kelley, Drye & Warren
1200 - 19th Street, N.W., Ste. 500
Washington, DC 20036

Brad E. Mutschelknaus
John J. Heitman
Kelley, Drye & Warren
1200 - 19th Street, N.W., 5th Floor
Washington, DC 20036

Angela Ledford
Keep America Connected
P. O. Box 27911
Washington, DC 20005

Tomasa C. Rosales
Nat. Hispanic Council on Aging
2713 Ontario Road, N.W., Ste. 200
Washington, DC 20009

Dana Frix
Robert V. Zener
Swidler, Berlin, Shereff, Friedman
3000 K Street, N.W., Ste. 300
Washington, DC 20007

Richard 1. Metzger
Emily M. Williams
Assn for Local Telecommunications Services
888 - 17th Street, N.W., Ste. 900
Washington, DC 20006

David W. Carpenter
Mark E. Haddad
Sidley & Austin
1722 Eye Street, N.W.
Washington, DC 20006

Camille F. Murphy
Nat. Assn. of Commissions for Women
8630 Fenton Street
Silver Spring, MD 20901

Jordan Clark
United Homeowners Assn.
655 - 15th Street, N.W., Ste. 460
Washington, DC 20005

Mary C. Albert
Swidler, Berlin, Shereff, Friedman
3000 K Street, N.W., Ste. 300
Washington, DC 20007



Jonathan E. Canis
Enrico C. Soriano
Kelley, Drye & Warren
1200 - 19th Street, N.W., 5th Floor
Washington, DC 20036

Roger G. Noll
Professor of Economics
Stanford University
Stanford, CA 94305

Brian Conboy
Thomas Jones
Willkie, Farr & Gallagher
1155 - 21st Street, N.W.
Washington, DC 20036

John L. Traylor
US West Communications
1020 - 19th Street, N.W., Ste.700
Washington, DC 20036

Laura H. Phillips
lG. Harrington
Dow, Lohnes & Albertson
1200 New Hampsire Avenue, N.W., Ste. 800
Washington, DC 20036

Robert E. Litan
Brookings Institution
1775 Massachusetts Avenue, N.W.
Washington, DC 20036

Charles C. Hunter
Catherine M. Hannan
Hunter Communications Law Group
1620 I Street, N.W., Ste. 701
Washington, DC 20006

Walter L. Purdy
Triangle Coalition for Science & Technology
Education
5112 Berwyn Road
College Park, MD 20740

Harold Mordkofsky
Susan J. Bahr
Blooston, Mordkofsky, Jackson

& Dickens
2120 L Street, N.W., Ste. 300
Washington, DC 20037

Philip L. Verveer
Sue D. Blumenfeld
Willkie, Farr & Gallagher
1155 - 21st Street, N.W.
Washington, DC 20036



Kim R. Scovill
OMNICALL
430 Woodruff Road, Ste. 450
Greenville, SC 29607

Robert L. Hoggarth
Angela E. Giancarlo
Paging & Messaging Alliance of the

Personal Communications Industry
Assn.

500 Montgomery Street, Ste. 700
Alexandria, VA 22314


